Interaction Request 
(phone, WEB, e-mail etc.) 



Customer Identification 



Crossreferencing by 

1) Segment (from data mining) 

2) Product/Services (from PDB) 

3) Disposition/Propensity (from HDB) 

I 



Rules for resource selection 
uses the values of the previous 
crossrefernces 



Constraints check for overriding 
preferred routing by 

1) Cost 

2) Service level 

3) Regulatory requirements 



Routes request according 
to results obtained from 
steps 305 and 309 



Send command to 




system 





Fig. 3 
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Control server 
accesse CRM 
data and makes comparison 
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QoS level for the session 
is determined based on data 
comparison resulting in matched 
data 




